
December 16, 2021

Contract lifecycle manage-

ment (CLM) solutions are one 

of the hottest legal technolo-

gies right now, as corporate 

legal and other departments 

strive to bring order, value and 

risk management to their con-

tracts. CLM systems are also 

expensive investments, and 

successful deployment can be 

a tricky business.

As Legaltech News reported 

in September, some corporates 

are already finding themselves 

on their second CLM rollout, 

having had a troubled first 

install and hoping that this 

time around does the trick. As 

experiments go, this makes for 

a costly do-over. So, what is the 

key to getting it right the first 

time?

Why many CLM deployments 

fail is actually a result of what 

happens, or doesn’t, after the 

implementation is done. There 

is a crucial and vulnerable post-

implementation period after 

the CLM vendor steps away. 

This is when adoption begins, 

and the company can begin to 

see a path to ROI. If this post-

implementation period is not 

handled properly, the CLM 

could fail through no fault of 

the selected platform.

CLM implementations demand 

considerable post-rollout sup-

port to overcome adoption 

challenges and to demon-

strate meaningful change. This 

requires expertise in change 

management and adequate 

resourcing. Such support can be 

delivered in-house or by a spe-

cialist managed services firm.

Quick Wins, No Hard Sells

A new state-of-the-art CLM 

installed, it will immediately 

revolutionize contracts at your 
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The SecreT of cLM SucceSS happenS afTer The IMpLeMenTaTIon IS Done

Why many CLM deployments fail is actually a result of what happens, or doesn’t, after the 

implementation is done. CLM implementations demand considerable post-rollout support to overcome 

adoption challenges and to demonstrate meaningful change.
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organization, right? Not neces-

sarily. The technology cannot 

transform contract lifecycle 

processes without the right 

level of support and participa-

tion from stakeholders and the 

broader user community. That 

support and participation has 

traditionally been delivered 

through training and up-front 

communications, often result-

ing in a “hard sell” on the vir-

tues and user features of the 

CLM. But a hard sell is not a 

change management strategy.

Expect some level of user 

resistance to new CLM-related 

processes. Some will simply 

resist change on principle, 

refusing to accept new ways of 

working regardless of the ben-

efits. Others may have attended 

the CLM training sessions in 

good faith, but either the train-

ing wasn’t sufficient, or they 

had unrealistic expectations 

about how quickly their lives 

would change.

Whatever the cause, the solu-

tion is not a harder sell or 

even more up-front training. 

Post-implementation support 

needs to go beyond the tech-

nical features of system usage 

and focus equally on the pro-

cesses that provide the operat-

ing landscape for the CLM. In 

addition, a concerted PR initia-

tive can consistently commu-

nicate how the CLM will have 

lasting positive impact on daily 

work and the quality of legal 

operations.

 The Power of Practical  

Use Cases

The CLM experience must be 

relevant to the user. One way of 

achieving this is to devise prac-

tical and tailored CLM use cases 

that resonate with different stake-

holders within the company.

Developing and communicat-

ing real-world use cases—those 

that people can relate to, based 

on their roles and require-

ments—answers the very 

human question, “What’s in it 

for me?” An in-house lawyer, 

procurement or sales execu-

tive each derive different value 

from the system. By developing 

role-specific use cases where 

the CLM demonstrates a direct 

and relatable benefit, people 

can better visualize how the 

platform will support them. 

This individualized “proof of 

concept” strategy can act as a 

program accelerant, creating 

self-motivation for the users 

to engage with the system to a 

greater extent and make them 

champions for the cause.

Once people start seeing the 

CLM pay off for them in real 

time, their positive experience 

creates momentum within the 

organization. Word gets around 

and people become eager, even 

impatient for the CLM to be 

rolled out in their department. 

They start removing roadblocks 

to progress, perhaps helping to 

identify other contract-related 

processes that exist outside the 

new CLM platform and which 

could be brought into the sys-

tem. People learn that central-

izing all contracts within the 

CLM repository makes searches 

more comprehensive, improves 

departmental communication, 

and reduces lag time.

Creating a suite of tailored 

use cases is not typically part 

of a CLM vendor’s implementa-

tion roadmap. Time, effort, and 

expertise are all required, and 

companies thinking about a 

CLM procurement should plan 

for this investment from the 

outset, also deciding whether 

this post-implementation sup-

port can be best delivered 

internally or by partnering with 

a managed services provider 

with relevant experience.

 Staffing Data Processes 

Correctly

One of the major reasons 

many corporations deploy CLM 

systems is to surface actionable 

data and insights which help 

improve contract process effi-

ciency. This includes both the 

rich data set that lies within the 

organization’s contracts reposi-

tory and the metrics that show 

how optimally the contracts 

process is performing.
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Starting out with large num-

bers and lofty goals may not 

produce encouraging initial 

results. If the company begins 

by requiring 50 people to tag 10 

contracts and put them into the 

repository, that will create 50 

variables times 10, yielding 500 

potential points of failure. Such 

an ambitious, some would say 

unattainable goal, will surely 

have varying rates of compli-

ance and be prone to error.

A better strategy is to combine 

the right team of resources with 

the right scale. For example, 

appointing a smaller admin team 

to tag and upload contracts on 

behalf of the user group reduces 

the number of points of failure 

in the process and provides 

positive impact for some users 

by removing a labor-intensive 

administrative task.

The importance of staffing 

the data management pro-

cesses correctly cannot be over-

stated. Bear in mind that the 

data initially harvested from 

the CLM may reflect poorly on 

the legal leadership team, driv-

ing more negativity. However, 

with the right data analysis 

and a communication strategy 

in place, process streamlin-

ing, and improved efficiency 

improve morale, performance 

and legal’s quality of life.

Data management requires the 

right resourcing and expertise. 

The benefits of having a dedi-

cated “ingestion” team extend 

to quality of data and quality of 

life for the CLM user community. 

Having expertise on hand to 

turn data outputs into insights 

and user adoption “wins” may 

mean the difference between a 

year one post-CLM implementa-

tion being excruciating or tre-

mendously successful.

 A Little CLM PR Goes  

a Long Way

Before, during and definitely 

after the rollout is done, cor-

porate legal can promote and 

educate the organization on 

the merits and progress of the 

system; ease of use will be a 

cornerstone of this process. 

The easier it is for people to 

interact with the CLM and feed 

it regularly with good informa-

tion, the more useful it will be 

and the better it will perform 

and be adopted.

Make the process of sending 

contracts to the repository via 

the CLM as simple and repeat-

able as possible. In doing so, 

users only have to learn the 

process once. Recognize the 

“super-users” who contributed 

to the implementation and who 

will support it going forward 

giving them a platform to share 

how the system is transforming 

the way they operate. Reward 

people for completing mile-

stones and training.

 Pop the Champagne, 

Celebrate, Then Get to Work

The upshot is, go ahead and 

celebrate that the CLM imple-

mentation is complete. Then, 

get the right team and skillsets 

in place to ensure that the sys-

tem delivers on its promise.
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